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SPRWS Service Area

Saint Paul Regional Water Services serves about 42t
customers within a 118quare mile geographic area
which we are responsible for more than 1,100 mile:

water main and 10,000 fire hydrants. Retail customers
which we provide billing and infistructure maintenance
include Falcon Heights, Lauderdale, Maplewo
Mendota, Mendota Heights, Saint Paul, and West S
Paul. We supply select accounts in Lilydale, Newp:
South Saint Paul, and Sunfish Lake. We supply whole
water to Arden HillsLittle Canada, and Roseville. |
addition, we supply emergency maintenance to the ¢
of Oakdale, Little Canada and the township of White B

Organization

Saint Paul Regional Water Service:
is administered by th&eneral
Manager, Steve Schneider, along
with theAssistanGeneralManager,
Steve Gleason. It is organized into
four functional divisions: business,
distribution, engineering, and
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General Manager
Steve Schneider
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Assistant General Manager

Steve Gleason

production. [

Business Division

Dolly Ludden
S
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Distribution Division Engineering Division Production Division

Brad Eilts Dave Wagner Jim Bode
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Board of Water Commissioners
Saint Paul Regional Water Services (SPRWS) is governed by a
sevenamember Board of Water Commissioners that sets policy .
guides the future direction of the water utility andsitsff. The Board
consists of three members of the Saint Paul city council, two Saint P
citizens, and two representatives of the suburbs served by SPRW:!




A Note from our General Manage

The people of Saint Paul and surrounding communities hav
good reason to be proud of their water systgmoud of the
high quality of its product and the efficient and businesslike
operation of the water utility. The provision of water for pub
consumpion involves a public trust; the health of the public
must be protected through the delivery of safe drinking wate
from a reliable source.

It is the amazing work of approximately 250 men and wome
who are dedicated to serving this community that work to
provide safe, reliable drinking water to 435,000 customers il
the greater Saint Paul area.

While our staff does tremendous work, there are many
challenges facing water systems throughout the country,
including ours. One of the major challenges is tha@gi
infrastructure of our water system.

Our water treatment plant is coming up on its centennial. M
than 27 percent of our water main was laid by horse and we
before automobiles became prolific.

To address these needs, SPRWS has begun to inve$30@er
million to improve and upgrade our existing water treatment
plant and water delivery system over the next decade.

With these investments to keep our water treatment plant m
efficient with new technologies and our work to replace old :
failing water main, our ability to provide quality, reliable
drinking water will continue well into the future, just as we
have done for the past 140 years.

Steve Schneider
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The History and Process of

Strategic Planning

Saint Paul Regional Water Services (SPRWS) has had a Strategic PlatoSBadich has

been updated eveB¢3 years as our goals continue to evolve. As we began to dream about what
20192021 would hold for SPRWSve deci ded t o focus this planods
bottomup approach and concentrating on the feedback and ideas of our most valuable asset, our
employees.

This was an extensive process in which all employees were provided the opportunitg to sha
their experiences, concerns, and innovative ideas for the future. Having these open and honest
conversations at all levels of the organization has allowedgesthher diverse input that will

guide our goals and initiatives.

Webd | i ke tpioyeeshoathek continued harchwork and dedication to SPRWS and
the City of Saint Paul. Their thoughtful input and excitement for the future has enabled us to
create a plan thatill help push SPRW#rwardin a direction thawill result in continued

success for years to come.




Plan Development Process
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EXTERNAL ANALYSIS OF INDUST RY TRENDS

We took some time to look at thrends happening in the world and in the industry and
summarized theevenrexternal factors that wenticipatewill have the largest effects on how we
do business over the next few years.

START. STOP. CONTINUE INITIAL EVALUATION

The SeniorManagementeam met to begin discussions on therall strategic direction of
SPRWSTo do this we took an introductorylook at our current state to highlight some things
we thought we should start, stop, and contitoieg

EFFECTIVE UTILITY MANAGEMENT (EUM) SELF -ASSESSMENT

The SeniorManagementeam took the EUM assessmavitich evaluates success in different
categories that have been identified as the best practices within the water sector to promote long
term sustainability and protect pudbhealth.

UNIT STRATEGIC PLANNING WORKSHOPS

Workshogs were held with every SPRWS unit to comple®&/MOT (strengths, weaknesses,
opportunity, threatsanalysis of their current situati@mdbrainstormpotential ideas fofuture
initiatives.

DIVISION STRATEGIC PLANNING WORKSHOPS

Workshops were held with theaders of eactivision to review andefinetheir goalsanddraft
measurable objectives

PLAN DEVELOPMENT WORKSHOP

After eachdivision completed work on their respective goal areasSdreor Managementeam
met to review and refine overall goals as well as the foundational elementsSohtlegicPlan
including themission vision, andvalues.

BOARD REVIEW
Upon completion, the 2012021 StrategicPlan was presented to the SPRWS Board of Water
Commissioners prior to adoptidor final review and input.




External Analysis of Industry Trends

Regulations:

The regulatory environment will continue to put pressure on budgets as unfunded
mandates are expected to continue and increase. Continued involvement at the State and
Federal level regulatory process will be critical.

Utility Financial Constraints:
Reductions in water consumption and increases in operational and capital needs wil| likely
result in increased rates. Rate adjustments will require stakeholder support, which rgquires
cost containment and operational efficiency. )

(Customer Expectations:

Customer expectations have historically been based on whether water flowed from the
tap. Today, water quality and customer service standards are higher than ever.

Organizations must find ways to improve communication and problem resolution to
these climbing expectations. )

meet
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Workforce Changes:
The workforce is transitioning generations, which have different values and expectatjons.
As employees retire, replacements will need the knowledge and commitment to coninue
to provide a high level of quality and service.

Energy:

Energy costs will remain a significant percentage of the total cost to provide utility
services. As the cost of energy and the push for conservation continue to rise, so wil| the
need to focus on energy efficiency.

Increased Risk Profile:

Terrorism, natural disaster events, and climate change have caused an increased fogus on
emergency management, employee safety, and security. We must continue to find wgys to
keep our organization resilient and our employees and customers safe.

(

Technology:
The water industry will continue to be transformed because of and through the use
advanced technology in all aspects of business.




Initial Internal Analysis by Senior Management

START.STOP. CONTINUE Brainstorming

Stop
9 More regular employee feedback {Overuse of paper 9 Strongfocus oncustomer service
9 Additional marketing/branding T Working within silos 9 Advancing technology capabilities
9 Promoting leaders 1A We GaMevay s done fEmergency planning improvements
T New ways to reward employees i MN Ni ce 6 wi t h 9fAdvancing knowledge management
9 Cross training across units 9 Sharing need to know info only  §Preventative maintenance
9 Exploringflexible scheduling 9 Expanding employee training
9 Mentoring/networking program I Financial stabilityfuture planning

Effective Utility Management (EUM) SelAssessment

TheSeniorManagementeam completed a survey designed to assess cpadatmance based on the
EUM Attributes of an Effectively Managed Utilitg identify priorities, level of achievememind
opportunities for improvemeniVe then used these resultshidp guide the development of tBeategic

Plan. Moving forward we will continue to use the EUM framework to assist in the ongoing development
of performance measures to ensure progress is being made towards the goals laid out in this plan.

Top Three Priorities & Achievement Top Three Areas for Imprement

4 Water Quality 4 Employee Development
v v
4 4
' ' ili Stakeholder Support
g Financial Stability | 4 PP
Customer Service ,\ Organizational Resiliency

N / - 7
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SPRWS Pyramid of Success

High Level Overview of Organizational Goals

After the initial analysisctivities and a review of the last Strategic Piawas decided that a better framewol

to show the importance of each of our goals and an easier to follow concept would be helpful. Each cor

of the new SPRW®yramid ofSuccess is as important deetnext in our overall ability to meet our mission. v
believe that the bottom layer of go&ghefoundation to our success from which we can build upawe

become more efficient and grat eacHayerof the pyramidit then enables us tnhance what we are alite
do with thenextlayer of goalsThe top of the pyramid isur ultimate goal of providing quality water to our
customers now and into the future. The following pages obtita¢egicPlan outline these seven goals and tr
ways h which we hope to continuously improve in each area.
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Assure LongTerm and Integrity

A sustainable utility generates sufficient revenues to cover operating and capital expenses. Tduasgsl
on creating financial plans and practices that guarantee success today and generate long term susta

PRACTICE FISCAL RESPONSIBILITY AND FINANCIAL RESILIENCY

0 Maintain accurate-year forecast of rates, operating costs, capkpenditures, and cash reserves.

o Maintain bond rating at current or improved levels; ensure SPRWS financial metrics meet or exceed gui
set bythe Boardof Water Commissioners.

o Actively explore and develop opportunities to increase revenue incltitengptential to expand the SPRWS
service area.

o Provide sufficient capital investmextb address infrastructure needs as outlined in théelMasterPlan for
Production andistributiondivision assets.

o0 Reevaluate and update theYil®arMasterlan and corresponding revenue requirements on an annual bas

o Develop a comprehensive capital investment plan by incorporating all other utility assets to the existing

o ConsideitGASB 34requirements when making modifications or improvements tassgt management
systems with the goal of fully complying with the rule in the future.

55137]
-

o o Further Develop an
-.- SPRWS exists tmeettheneedsnd expectations of i ts cresgettom
equality,transparency, convenient access to information and the opportunity to understand more a
utility. This goal focuses on the necessityriorease our ability to respondttiese growing expectations

INCREASE OUR UNDERSTANDING OF CUSTOMER EXPECTATIONS AND PERCEPTIONS
o Conduct customer surveys to ensure SPRWi$asmed about customer opinions, desires, and concerns
o Implement a comprehensive customer complaint management system.

IMPROVE CUSTOMER CONFIDENCE AND UNDERSTANDING

Expand and promote online services includmigomatic bil pay optionsinstant messaging, and permitting.
Provide customers with comprehensive customer account information (on their bill and online)
Formalize & f icrad tl r e s ol tominimirethe tpanstergof callers between units

Increase customer awarenessssues, projects, services, and the value of tap wmtergh website
enhancementand explore potential for better alert notifications.

Improve educational materials available for customers to help them better understand their bills;afie st
proaess, restoration timelineswater quality informationand risks for high bills (such as toilet leaks).

O O OO

o
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Recruit, Develop, and Maintain a

The success of SPRWS is truly in the hands of its employessyddl focuss on recruiting, retaining
and developing a knowledgeable amjagedvork force.

PROVIDE OPPORTUNITY FOR EMPLOYEE DEVELOPMENT

o

Create an environment wheegular feedbacls encouraged
with a focus on acknowledging accomplishments, highlighting
opportunities for growth, and creatiggals for development
Utilize performance measures and explore performaased
evaluations of work and goal setting

Provide necessary tools and empower employees to strive
towards continuous improvement

Expand training opportunities to includgronger new employee
orientationmore job specific technicakill development,
leadership development, and environmental stewardship.
Providecross training for employees to better understand the
or gani z at iaodthérgolemiachigvingin

Develop and periodically review training programs with an
emphasis on leadership development in order to cultivate anc
increaseahetalentpool for succession planning.

Develop a plan for knowledge managememd transfethat will
prepare SPRWS for reéiments, turnover, and hiring needs.

IMPROVE EMPLOYEE SATISFACTION LEVELS

o

o

(@)

o

Attract and retaima diverse workforce that respects and values
differences irothers.

Develop a comprehensive communicati¢tengo helpbreak
down silos by sharing information regarding service disruptior
water quality concerns, large projects, future planning, emplo
activities, etc.

Conduct employee satisfaction surveys and take appropriate
action for improvement

Raise awareness @unnderstandingf employee benefibptions.
Encourage networking through professional organizations,
company activities, mentoring, and community engagement.
Develop and implemera@nemployee recognition and rewards
program to promote best practicesuard safety, security,
customer servigeand valuebased processes.

Explore opportunities to create collaborative workspaces.
Evaluate and develop policy and scheduling changes to allow
better work life balance.

ASSURE SAFETY AND SECURITY OEMPLOYEES

o

Regularly review work conditions and policies/protocols to
reduce opportunities for employees to be placed in at risk
locations and/or confronted with unsafe situations.

Provide the necessary training, to@sercisesand support to
ensure theemployees and management work together to prey
andaddress safety and security issues.

( 1
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